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METHODS AND APPARATUS FOR CONTROLLING CALL 
PULLBACK BY AN AUTOMATIC CALL DISTRIBUTION (ACD) SYSTEM 
FROM AN INTERACTIVE VOICE RESPONSE (IVR) SYSTEM AND FOR 

ALLOWING AN ACD CALLER TO COMPLETE A CRITICAL 
TRANSACTION WHILE CONNECTED TO THE IVR 

BACKGROUND OF THE INVENTION 

1. Field Of the Invention 

The invention relates to methods and apparatus 
for controlling ACD/IVR calls connected over a communications network. 
More particularly, the invention 

relates to methods and apparatus for controlling call pull back by an ACD 
from an IVR and for allowing an ACD caller to complete a critical transaction 
while connected to an IVR. 

2. Brief Description Of The Prior Art 

Call centers are useful and effective communication tools for 
many diverse industries. For 

example, airline and travel businesses use call centers 
for reservation services. Media, cable, and telephone 
companies use call centers for outbound promotional sales 
and inbound repair and other services. Other types of 
inbound and outbound call center capabilities are used by 
brokerage houses, banks, and financial institutions. 

The key to managing a successful call center is 
maximizing available resources and agent productivity. 
An Automatic Call Distribution (ACD) system ensures that 
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incoming calls are distributed evenly, so agent productivity is maintained at a 
high level, and inbound callers are handled efficiently. 

Utilizing an ACD system it is possible to handle a high volume of 
incoming calls more efficiently and effectively, improving overall productivity. 
An ACD system can also alleviate call bottlenecks, enabling an ACD 
operation to be streamlined, aid operations management, and enhance a 
company's image by improving customer service. 

An ACD system manages incoming calls by 
answering the calls on a "first-come, first-served" basis. Agents answer them 
either on a "most-idle-first" or 

"next-available-first" basis. This ensures that calls are evenly distributed over 
an answering group while maximizing agent productivity. An ACD system 
also allows overflow calls to be automatically directed to another call 
answering group whenever necessary. 

ACD systems are frequently coupled with Interactive Voice 
Response (IVR) systems. The IVR systems prompt the caller to input (using 
a telephone keypad) information which is used to process the call. 

For example, in a banking environment, an IVR may prompt the 
caller to input an account number. In a customer 

service environment, the IVR may offer a menu of frequently asked questions 
and answers. 

State of the art IVR and ACD systems interact with the ACD 
controlling. That is, when the ACD determines that an agent is available, it 
pulls the call from the IVR and connects it with an agent. This can be 
disadvantageous if the IVR is in the process of completing a "critical 
transaction". A critical transaction may be defined in different ways by 
different system administrators. It is essentially a transaction which is 
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preferably not interrupted by an ACD. For example, an input of account 
number may be considered a critical transaction. 

SUMMARY OF THE INVENTION 

It is therefore an object of the invention to 
provide methods and apparatus whereby critical transactions pending in an 
IVR will not be interrupted by an ACD. 

It is also an object of the invention to provide methods and 
apparatus whereby an IVR may inform an ACD whether or not a transaction 
may be interrupted. 

It is another object of the invention to provide methods and 
apparatus for determining whether an IVR transaction may be interrupted. 

It is yet another object of the invention to 
provide a messaging system whereby an IVR can communicate with an ACD 
regarding the nature of an IVR transaction. 

It is another object of the invention to provide methods and 
apparatus whereby the ACD may grant permissions to the IVR regarding 
declaring a transaction to be uninterruptible. 

It is still another object of the invention to 
provide methods and apparatus whereby an ACD can inform an IVR of a 
service request based on called number and/or calling number. 

In accord with these objects which will be discussed in detail 
below, the methods and apparatus 

according to one aspect of the invention include a network feature which 
allows an IVR server connected to an ACD server (such as a PBX, or PINX) 
to gain control of an ACD call that has been routed by the ACD server to the 
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IVR over, for example, ISDN facilities employing the ISO QSIG (signaling) 
protocol. 

As used herein, for the sake of illustration only, an exemplary 
ACD server includes the following general functions: routing of an incoming 
call to the ACD system in the ACD server, queuing an ACD call to one or 
more ACD Groups when agents are not available, connecting an ACD call to 
an announcement or music source when agents are not available, and routing 
an ACD call to an IVR in order for the IVR to collect information from the 
caller and/or to retrieve information requested by the caller. As will be 
appreciated by those skilled in the art, a fewer or greater number of functions 
may be accommodated by an ACD without limiting the scope or spirit of the 
invention. 

Further, according to another aspect of an illustrative 
embodiment of the invention, the methods and apparatus contemplated 
herein provide the following new functions: signaling of initial call control 
information from the ACD server to the IVR, signaling of a request to change 
the status of the pull back status from the IVR to the ACD server, pulling back 
an ACD call from the IVR when a condition requiring pull back occurs, e.g., 
when an agent becomes available, allowing an ACD call to remain connected 
to the IVR when a condition otherwise suitable for pull back occurs. Again, as 
will be appreciated by those skilled in the art, a fewer or greater number of 
new functions may be accommodated without limiting the scope or spirit of 
the invention. 

According to an illustrative embodiment of the invention, the 
initial call control information includes one or more of the following: an 
indication of whether pull back is allowed or not allowed, an indication 
whether the IVR is allowed or not allowed to change pull back status, and a 
service number (or service request) for the IVR to apply to the call. The 
service number may be based, for example, on the called number and/or the 
calling number. 
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According to the methods of an illustrative embodiment of the 
invention, when a call is directed to 

the ACD system within a ACD server, the ACD system follows the configured 
step commands of the selected ACD Routing Table (ART) used to process 
the call. The ART selected is based on the called number and/or the calling 
number received by the ACD server, and may also be based on the time of 
day and the date. 

Based on the configured step commands, the caller may be 
queued to one or more ACD Groups when agents are not available, and the 
caller may be routed to announcements or music sources while waiting for an 
available agent. Another configurable option is to route the caller to an IVR 
while maintaining the caller's position in the ACD Group queues. 

When a call is routed to an IVR, the IVR is informed if this 
particular connection is configured to be interruptible (pull back by the ACD 
system is allowed) or non-interruptible (pull back by the ACD system is not 
allowed) and whether or not the IVR is allowed to change 
the pull back status. 

If pull back by the ACD system is allowed, and the IVR service 
requested by the caller is considered to be a critical service (one that should 
not be interrupted), the IVR (if allowed) will request the ACD system to not 
pull the call back. The ACD system will respond with a positive 
acknowledgment unless pull back has already been initiated and has been 
successfully completed. In the latter case, a 
negative acknowledgment is returned to the IVR. 

Upon receiving a positive acknowledgment, the IVR can 
connect the caller to the critical transaction. 
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Upon completion of the critical transaction, the IVR can transfer 
the call, return the call to the ACD system for further processing, or it can 
indicate that the call can be disconnected. 

According to a further aspect of the invention, a signaling 
protocol is provided for exchange of information between an ACD server and 
an IVR server. 

According to a presently preferred embodiment of the invention, 
a Siemens Hicom 300 ACD may be utilized because it supports a proprietary 
signaling protocol (CorNet-N D-Channel protocol) between an ACD PINX and 
an IVR. With the signaling protocol primitives, formats and procedures 
described by the invention, an IVR is informed by the ACD server whether or 
not the ACD system can pull a call back from the IVR for immediate ACD 
system servicing, and whether or not the IVR is allowed to change the pull 
back status before initiating a critical (uninterruptible) transaction. 

The IVR, if allowed, can request a change to the pull back 
status in order to give the customer an uninterrupted session with a critical 
transaction. 

Similarly, if the IVR is not allowed to change the pull back 
status, a critical transaction should not be initiated by the IVR, or if initiated, 
the critical transaction should be preceded by a warning message that the 
transaction may be interrupted before it is completed. 

The invention allows an ACD server and an IVR server to 
cooperate, by usage of a network signaling protocol, to provide the best 
possible service to an 
ACD caller. 

The invention is applicable in a network having a plurality of 
interconnected servers/PINXs, and enables routing calls to an IVR server 
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located anywhere in the network (i.e., public or private) and pulled back for 
other processing. 



The principles of the present invention are applicable to a wide 
variety of different network implementations and may be implemented as a 
feature in any known communications server, including, but not limited to, 
voice services which may span public networks, private networks and 
interwork between public and private networks, 

including standard networks such as International Standards Organization 
(ISO), European Computer Manufacturers Association for Standardizing 
Information and Communication Services (ECMA), European 
Telecommunications Standards Institute (ETSI), Integrated Services Digital 
Network (ISDN) Signaling (especially signaling at the M Q" reference point 
(QSIG) compliant ISDN, computer supported telephony applications/computer 
telephony interface (CSTA/CTI) network via applications programming 
interfaces (API), signaling over Internet Protocol (IP), and 
Asynchronous Transfer Mode (ATM) networks, etc. 

BRIEF DESCRIPTION OF THE DRAWINGS 

FIG. 1 is a high level block diagram of an ACD 
server and an IVR server configured according to the 
invention. 

FIG. 2 Is a high level flow chart illustrating 
call setup logic according to the invention. 

FIG. 3 is a high level flow chart illustrating 
the logic of an IVR change in pull back status according 
to the invention. 

FIG. 4 is a high level flow chart illustrating 
the logic of processing a pull back status change 
request. 
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FIG. 5 is a simplified chart illustrating an 
exemplary message encoding format according to the 
invention. 

FIG. 6 is a high level block diagram 
illustrating message flow between an ACD and an IVR 
according to the invention. 

DETAILED DESCRIPTION 

Turning now to FIG. 1 , an apparatus 10 according to an 
illustrative embodiment of the invention includes an ACD server 12 and an 
IVR server 14. The ACD server 12 includes at least one ACD routing table 
(ART) 16, an ACD group queue 18, prerecorded announcements 20, and, 
optionally, a music source 22. 

According to the illustrative of the invention, the ACD server 12 
also includes programmed features 24 for call setup with pull back options, 
processing pull back change requests, and acknowledgment. The IVR server 
14 includes a selection processor 26, one or more voice scripts 28, and a 
transaction bank 30. 

According to one aspect of the invention, the IVR server may 
also include a new route information interface with the ART 16 of the ACD 12; 
and a change pull back status processor 34 which communicates with the pull 
back processes 24 in the ACD. The ACD and the IVR are preferably coupled 
to each other via an external interface 36 such as an ISO QSIG link. 
However, other protocols may be used. 

The basic operation of illustrative apparatus 10 may be 
described as follows. 

An incoming call to an ACD server 12 is directed to a specific 
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route in a specific ART 16 based on the received called number, or the 
received called number and the calling number, and, optionally, the time of 
day and the date. The ART 16 may be configured to route the call to one or 
more ACD Group queues 18 to announcements 20, and to 
music sources 22 while waiting for an available agent to service the call. The 
ART 16 may also be configured to route the call to an IVR using the call setup 
with pull back options component 24 according to the invention. The call is 
routed to the IVR over the external interface 36. 

The IVR selection processor 26 can be arranged to direct the 
call to a voice script 28 based on an IVR service number received from the 
ACD and/or may request the caller to input information from the caller's 
keypad. Based on the information received from the caller, the IVR may 
initiate a transaction 30, 

According to one embodiment of the invention, based on the 
information received from the caller, the IVR 

can return the call back to ACD with new routing information 32. If a pending 
transaction is a critical transaction, the change pull back processor 34 
determines the next course of action. 

According to the illustrative embodiment of the invention being 
described herein, before initiating critical transaction, the change pull back 
processor 34 determines whether or not the ACD server 12 can pull back the 
call and whether or not the IVR server 14 is allowed to change the pull back 
status of the call. Assuming that pull back is allowed and that the IVR is 
allowed to change the pull back status, the change pull back processor 34 will 
request the ACD server 12 to change the status of the pull back option from 
Yes to No. 

The process pull back change request feature 24 checks to see 
if the IVR is allowed to request a change in the pull back status. If allowed 



9 



WO 02/091722 



PCT/US02/14222 



and the call has not already been pulled back, the process pull back change 
Request changes the pull back status to "No" and 
returns a positive acknowledgment to the IVR. Upon receiving the positive 
acknowledgment, the change pull back processor 34 in the IVR changes the 
pull back status to "No" and initiates critical transaction (e.g. A) in transaction 
bank 30. Upon completion of the critical transaction, the IVR can return the 
call to the ACD server for further processing or can indicate that the call can 
be disconnected. 

If the IVR server is not allowed to change the pull back status, 
the process pull back change request 24 signals back to the IVR a negative 
acknowledgment. Critical transaction A is not started. The IVR may instead 
start a 

simple transaction (e.g. B, C, or D) that can be interrupted by a pullback from 
the ACD server. 

The operations of the apparatus described generally above will 
now be described in more detail with reference to the flow charts of FIGS. 2- 
4. 

FIG. 2 shows in some detail the functions at the ACD server 
during the call setup with pull back options. 

The process starts at 40. At 42, the called number is used to get the route 
from the ART to the IVR. 

If a calling number is available (e.g. via Caller ID) at 44, the call 
setup may be modified at 46 using the 

calling number. From the information thus gathered, it is determined at 48 
whether pull back is allowed. 

If it is, the pull back allowed flag is set to yes at 50, otherwise it 
is set to no at 52. It is then determined at 54 whether the IVR server should 
be permitted to change the pull back status. 
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if it should, the pull back status can be changed flag is set to 
yes at 56. Otherwise it is set to no at 58. If a service number has been 
determined, it is sent at 60 with a SETUP message at 62 to the IVR server. 

FIG. 3 shows in some detail the functions of the selection 
processor and change of pull back processor occurring at the IVR upon 
receipt of a SETUP message with pull back options. The process starts at 70 
and the SETUP message from the ACD server is received at 72. The caller is 
connected to the service number (voice script) at 74. 

In this example, the voice script and dialog with the caller result 
in the caller selecting a critical transaction at 76. When this occurs, it is 
determined at 

78 whether the ACD server is allowed to pull back the call. If it is not allowed 
to pull back the call, the critical transaction is started at 80. If the ACD server 
is allowed to pull back the call, it is determined at 82 whether that can be 
changed by the IVR server. 

If the pull back status cannot be changed by the IVR server, an 
option is presented at 84 to proceed with a simple transaction at 86 or to 
proceed with the critical transaction at 80 with the risk of being interrupted. If 
it is determined at 82 that the IVR can change the pull back status of the call, 
it sends a message at 88 to the ACD server to change the status and 
receives an acknowledgement at 90 from the ACD server. 

If it is determined at 92 that the acknowledgement is positive, 
the critical transaction is begun at 80. If the acknowledgement is negative, 
the options at 84 are 
presented. 

FIG. 4 shows in some detail the functions at the ACD server 
when processing a pull back status change request from the IVR server. The 
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process starts at 100 and the message from the IVR server to change the pull 
back status is received at 102. 



It is determined at 104 whether the IVR server has permission to 
request the change. If it does not have permission, a negative 
acknowledgement is sent at 106. If it does have permission, it is determined 
at 108 whether the call is in the process of being pulled back. 

If the call is not in the process of being pulled back, the status is 
changed and a positive acknowledgement is sent to the IVR server at 1 10. If 
the call is in the process of being pulled back, it is determined at 112 whether 
pull back has been successful. If it was successful, a negative 
acknowledgement is sent at 106. If it was not successful, the status is 
changed and a positive acknowledgement is sent to the IVR server at 1 10. 

FIG. 5 illustrates an exemplary format and binary encoding (7-bit 
encoding for 8-bit octet) for the call SETUP message from the ACD server to 
the IVR server and for the change pull back status message from the IVR 
server to the ACD server. 

The example uses three octets, one octet for the Pullback Flag 
Status data, one octet for the Pullback Mode, and one octet for a service 
identifier. 

The Pullback Flag Status (octet 1) represents the current 
Pullback setting (i.e., pullback allowed or not allowed) when received in a 
SETUP message. This flag is configured at call setup and indicates whether 
or hot a call can be pulled away from the IVR server and rerouted 
independent of current processing. 

When the Pullback Flag is received in a message from the IVR 
server to the ACD server, it represents the new Pullback setting being 
requested. This operation is unconfirmed when sent in the SETUP message 
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and confirmed when sent in a FACILITY message to change status. 

The Pullback Mode (octet 2) contains an indication of whether 
or not the Pullback setting can be changed. This information is only 
meaningful when transported in a SETUP message. 

The Service Number (octet 3) contains an identifier of a service 
to which the IVR Selection Processor can connect the call. This information 
is only meaningful when transported in a SETUP message. A service number 
might be, for example, a particular voice script to be played. The service 
number values are implementation dependent and must be known to both the 
ACD server and IVR server. 

The RESERVED encoding shown in FIG. 5 is used when an 
octet is to be ignored. 

FIG. 6 illustrates an example of ISDN signaling associated with 
an ACD call routed to an IVR with the signaling described above. The 
SETUP information is sent in the SETUP message from the ACD to the IVR 
in a Pull-Back-Option invocation (pullBackOption.inv) operation. The IVR 
responds with a CONNECT message. A request to change the pull back 
status is sent from the IVR to the ACD with a Pull-Back-Change-Request 
invocation (pulIBackChgReq.inv) operation. The return result (e.g., rejection, 
acceptance) to the Pull-Back-Change-Request invocation may be sent in a 
FACILITY or Disconnect message, depending on status of the call (e.g., when 
pulling the call back at this time a Disconnect message is used). 

When the ACD receives a Pull-Back-Change-Request 
invocation and changes the Pullback flag status from "pullback not allowed" to 
"pullback allowed", ACD must search all groups to which the caller is queued 
for an available agent. 

If an agent is available, a Pullback attempt will be initiated. 
When the ACD changes the Pullback setting from "pullback allowed" to 
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"pullback not allowed", the ACD will ignore any agents that become available 
in groups to which the caller is queued. 

When the IVR requests the ACD to change the Pullback setting 
when the pull back mode does not permit such a change (i.e. Pullback Mode 
= cannot be changed), the IVR's request to change the Pullback status is 
rejected with a negative acknowledgement. 

When the ACD receives a valid request by the IVR to change 
the Pullback setting to "not flowed" when a Pullback attempt is already in 
progress, the ACD' must wait for the outcome of the Pullback attempt before 
sending a response to the IVR. 

If the Pullback attempt fails, a positive acknowledgement 
indication will be sent to the IVR. 

If the Pullback attempt succeeds, the ACD sends a negative 
acknowledgement indication to the IVR and processes the Pullback. 

The successful Pullback completion will cause a disconnect 
message to be sent to the IVR from the calling party. 

It is possible that the IVR can send a message to request the 
ACD to change the Pullback flag status and receive a disconnect message 
from the calling party before receiving an acknowledgement from ACD. This 
will occur when ACD completes a successful Pullback before ever processing 
the message from the IVR to change the Pullback setting. 

There have been described and illustrated herein methods and 
apparatus for network control of ACD and IVR calls. While particular 
embodiments of the invention have been described, it is not intended that the 
invention be limited thereto, as it is intended that the invention be as broad in 
scope as the art will allow and that the specification be read likewise. It will 
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therefore be appreciated by those skilled in the art that yet other modifications 
could be made to the provided invention without deviating from its spirit and 
scope as so claimed. 
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1 . In a network including an ACD and an IVR, a method for controlling call 
pull back by the ACD from the IVR, said method comprising the steps of: 

(a) determining a pull back status which indicates 

whether the ACD is allowed to pull back a call; 
and 

(b) notifying the ACD of the pull back status. 

2. A method as set forth in claim 1 wherein the determination of pull back 
status is based on predefined call criterion. 

3. A method as set forth in claim 2 wherein said call criterion are selected 
from the group consisting of called number, calling number, time of day, day 
of week, and date. 

4. A method according to claim 1 further comprising the steps of: 

(c) determining a permission to change status which 

indicates whether the IVR may request a change in 
the pull back status, said determination of 
permission to change status being based on a 
criterion selected from the group consisting of. 
called number, calling number, time of day, day of 
week, and date; and 

(d) notifying the IVR of the permission to change 

status. 

5. A method according to claim 1 further comprising the steps of: 

(c) determining a service number which indicates which 
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service the IVR is to apply to the call, said 
determination of service number being based on a 
criterion selected from the group consisting of 
called number, calling number, time of day, day of 
week, and date; and 

(d) notifying the IVR of the service number. 

6. A method according to claim 4 further comprising the steps of; 

(e) determining a service number which indicates which 

service the IVR is to apply to the call, said 
determination of service number being based on a 
criterion selected from the group consisting of 
called number, calling number, time of day, day of 
week, and date; and 

(f) notifying the IVR of the service number. 

7. A method according to claim 4 further comprising the steps of: 

(e) determining whether a requested IVR transaction is 

critical; and 

(f) proceeding with a critical transaction if the pull 

back status indicates that the call cannot be 
pulled back. 

8. A method according to claim 7 further comprising the steps of: 

(g) determining whether the permission to change 

status indicates that the IVR may request a change 
in the pull back status; and 

(h) requesting a change in the pull back status before 

17 
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proceeding with a critical transaction if the pull 
back status indicates that the call can be pulled 
back and the permission to change status indicates 
that the IVR may request a change in the pull 
back status. 

9. A method according to claim 8, further comprising the steps of: 

(i) presenting the call with the option of proceeding 
with a critical transaction which may be 
interrupted when the pull back status indicates 
that the call can be pulled back and the 
permission to change status indicates that the IVR 
may not request a change in the pull back status. 

10. A method according to claim 9 further comprising the step of presenting 
the call with the option of proceeding with a non-critical transaction which may 
be interrupted when the pull back status indicates that the call can be pulled 
back and the permission to change status indicates that the IVR may not 
request a change in the pull back status. 

1 1 . A method according to claim 8 further comprising the step of denying a 
request to change the pull back status when pull back has already 
commenced and is successful. 

12. A method according to claim 8 wherein the pull back status and the 
permission to change status are eight bit flags, and the service number is an 
eight bit indicator. 

13. A method according to claim 8 wherein said step of requesting a change 
includes sending the requested pull back status from the IVR to the ACD. 

14. A method according to claim 8 further comprising the step of 
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15. An incoming call processing apparatus, comprising: 

(a) an IVR having transaction processing means for 

processing simple transactions and critical 
transactions; 

(b) an ACD coupled to said IVR, said ACD including 

means for transferring a call to said IVR and 
means for pulling back a call from said IVR; and 

(c) status determining means for determining a pull 

back status which indicates whether said ACD is 
allowed to pull back a call, the determination of 
pull back status being based on predefined call 
criterion. 

16. Apparatus as set forth in claim 15 wherein said call criterion are selected 
from the group consisting of called number, calling number, time of day, day 
of week, and date. 

17. An apparatus according to claim 16 further comprising permission 
determining means for determining a permission to change status which 
indicates whether the IVR may request a change in the pull back status, the 
determination of permission to change status being based on predefined call 
criterion. 

18. Apparatus as set forth in claim 17 wherein said predefined call criterion 
are selected from the group consisting of called number, calling number, time 
of day, day of week, and date. 

19. An apparatus according to claim 16 further comprising: 
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service determining means for determining a service number which indicates 
which service the IVR is to apply to the call, the determination of service 
number being based on a predefined call criterion. 

20. Apparatus as set forth in claim 19 wherein said predefined call criterion 
are selected from the group consisting of called number, calling number, time 
of day, day of week, and date. 

21 . An apparatus according to claim 18 further comprising; 

service determining means for determining a service number which indicates 
which service the IVR is to apply to the call, the determination of service 
number being based on a predefined call criterion. 

22. An apparatus as set forth in claim 21 wherein said predefined call 
criterion are selected from the group consisting of called number, calling 
number, time of day, day of week, and date. 

23. An apparatus according to claim 18 further comprising 
critical determining means for determining whether a requested IVR 
transaction is critical. 

24. An apparatus according to claim 23 further comprising 
request means for requesting a change in the pull back status before 
proceeding with a critical transaction if the pull back status indicates that the 
call can be pulled back and the permission to change status indicates that the 
IVR may request a change in the pull back status. 

25. An apparatus according to claim 24 further comprising 

option means for presenting the call with the option of proceeding with a 
critical transaction which may be interrupted when the pull back status 
indicates that the call can be pulled back and the permission to change status 
indicates that the IVR may not request a change in the pull back status. 
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26. An apparatus according to claim 25 further comprising 

option means for presenting the call with the option of proceeding with a non- 
critical transaction which may be interrupted when the pull back status 
indicates that the call can be pulled back and the permission to change status 
indicates that the IVR may not request a change in the pull back status. 

27. An apparatus according to claim 24 further comprising 

means for denying a request to change the pull back status when a pull back 
has already commenced and is successful. 

28. An apparatus according to claim 24 further comprising 
means for acknowledging a requested change in pull back status. 

29. A method for allowing an ACD caller to complete a 
critical transaction without interruption by the ACD 
while connected to an IVR, comprising the steps of: 

(a) determining whether the ACD can interrupt a 

transaction with the IVR, said determination being 
based on a first call criterion; and 

(b) notifying the IVR whether the ACD can interrupt a , 

transaction. 

30. A method according to claim 29 wherein said first call criterion is selected 
from the group consisting of called number, calling number, time of day, day 
of week, and date. 

31. A method according to claim 29, further comprising the steps of: 

(c) determining, based on a second call criterion, 

whether the IVR is allowed to request the ACD not 
to interrupt a transaction; and 

(d) notifying the IVR whether it is allowed to 
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request the ACD not to interrupt a transaction. 

32. A method according to claim 31 wherein said second call criterion is 
selected from the group consisting of called number, calling number, time of 
day, day of week, and date. 

33. A method according to claim 32 further comprising the steps of: 

(e) determining, based on a third call criterion, a 

service number, which indicates which 
service the IVR is to apply to the call; and 

(f) notifying the IVR of the service number. 

34. A method according to claim 33 wherein said third call criterion is 
selected from the group consisting of called number, calling number, time of 
day, day of week, and date. 

35. A method according to claim 29 further comprising the steps of: 

(c) determining whether a requested IVR transaction is 

critical; and 

(d) proceeding with a critical transaction if the ACD 

cannot interrupt the transaction. 

36. A method according to claim 31 further comprising the steps of: 

(e) determining whether a requested IVR transaction is 

critical; and 

(f) if the ACD can interrupt the transaction, 

requesting that it not interrupt the transaction 
before proceeding with the critical transaction. 
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37. A method according to claim 31 further comprising the steps of: 

(e) determining whether a requested IVR transaction is 
critical; and 

(0 if the ACD can interrupt the transaction, 
presenting the call with the option of 
proceeding with a critical transaction which may 
be interrupted. 

38. A method according to claim 36 further comprising the step of denying 
the request if the IVR is not allowed to make the request 

39. An apparatus for allowing an ACD caller to complete 
a critical transaction without interruption by the ACD 
while connected to an IVR, comprising: 

(a) first determining means for determining whether 

the ACD can interrupt a transaction with the IVR, 
said determination being based on a first call 
criterion; and 

(b) means for notifying the IVR whether the ACD can 

interrupt a transaction. 

40. An apparatus according to claim 39 wherein said first call criterion is 
selected from the group consisting of called number, calling number, time of 
day, day of week, and date. 

41 . An apparatus according to claim 39 further comprising: 

(c) second determining means for determining, based on 

a second call criterion, whether the IVR is 
allowed to request the ACD not to interrupt a 
transaction; and 
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(d) means for notifying the IVR whether it is allowed 

to request the ACD not to interrupt a transaction. 

42. An apparatus according to claim 41 wherein said second call criterion is 
selected from the group consisting of called number, calling number, time of 
day, day of week, 

and date. 

43. An apparatus according to claim 42 further comprising: 

(e) third determining means for determining, based on 

a third call criterion, a service number which 
indicates which service the IVR is to apply to the 
call; and 

(f) means for notifying the IVR of the service number. 

44. An apparatus according to claim 43 wherein said third call criterion is 
selected from the group consisting of called number, calling number, time of 
day, day of week, and date. 

45. Ah apparatus according to claim 39 further comprising 

means for determining whether a requested IVR transaction is critical. 

46. An apparatus according to claim 41 further comprising: 

(e) means for determining whether a requested IVR 

transaction is critical; and 

(f) means for requesting that the ACD not interrupt 

the transaction before proceeding with the 
critical transaction. 
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47. An apparatus according to claim 41, further comprising: 

(e) means for determining whether a requested IVR 

transaction is critical; and 

(f) means for presenting the call with the option of 

proceeding with a critical transaction which may 
be interrupted. 

48. An apparatus according to claim 46, further comprising means for 
denying the request if the IVR is not allowed to make the request. 
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